California Relay 2016 - 2017 FCC TRS Complaint Report

June 2016 - May 2017

Calk Call
Type to {Call Respond Date of
nquiry 1D Inqulry Date [CAfOprd |GC ‘Taken Byled By Description of Incident R Desgription of Resolition Category Sub-Cetegory
Customer Care attempted to obitain further nformation but the customer disconnected
Custamer stated having proflems with before any Information was obtained, There has been no further contact from this
150602-000015  |&/272016 Voice - |Tyna Tyna disconnections. 6/2/2016 customer, External Complaints Misceflansous
Custorer Care verified the tustomer had the correct information in thelr profile and
Customer stated they are unable o place an fefermed the customer to their phone service provider for further assistance. Custamer was
160602-000039  [6/3f2016 La%e] Jenn Jenn international call through the Relay Service, 6/2/2016  |satisfied. External Complaints Miscellanesis
Customer Care apologized and acquired call detail information, Information was farwarded
Customer stated thelr $TS calt was handled to the techinical department; which verified the CA had processed the call, but followed the
tmproperly. The CA could not understand them but proper procedures when processing the call. Infermation was forwarded to management STS Call Handling
160802-000054  16/2/2016 1248 75 Tyna Tyna the called party could. 6/3£2015 and CA did not recelve refresher trakning In regards to thls issue, Customer was satisfied.  [Service Complaints Prohlems
Customer Care apclogized and confirmed the information was forwarded to management
~Customer stated they left & message for the a and advised would resend their request back over ko management. Customer Care
160604-000012  |6/4/2016 5T Tyna Tyna manager and they never heard anything, 6/4/2015 Manager attempted to contact the cust: via phone with ng answer or return calf, Service Complaints Miscelianeous
Customer Care advised would forward their request to the technical department,
Inforrmation was forwarded to the technlcal department which was unable to locate catl
~Customer wants message given to technical to detail Information. Customer calied back and stated they wanted to cancel this request.
160604-000015  16/4/2016 5TS Tyna Tyna et a phone number they previously diated, 6/6/2016 Cush Care advised cancellation would he forwarded. Customer was satished. Technical Complaints  [Miscelfanenus
Customer Cate aptiogized t0 the customer and stated Information would be forwarded to
Customer statad they have experienced a long management. Customer was satisfied. The Refay answered 99.8 Sh within 10 seconds for Long Hold
160606-000128  |6/6/2016 Volce  |Erea Erica hold time/delay when connecting to tha Relay. 6/6/2015 the day. Technical Complaints  [Time/Disconnect
[T er Lare axpialn El iromia Relay CES N 1 BIVICES.
Customer stated that they had several issues on a Customer distonnected before Custamer Care was able to refer them to the FOC wabsite
160607-000077  |6/7/2016 Voice  |Carey Carey call placed through a Vides Relay Service. 6712016 for further information regarding Video Relay Services, External Complaints Miscellaneous
A Reighbor of the customer called and stated ey Customar Lare prov B TOUDIEshootng tips Wit Were qnsy .~ Clstomer
were unable to recelve calls and do not have z diat Care referred the customar to their tefephone servica provider for assistance. Customer
160605-000083  |6/9/2016 Volce  (Carey Carey tona on their phane, Bf92016 was satisfied. External Complaints Miscellanesus
Customer Care discovered that the email address provided by the customer was Invalid,
Further discussion with the customer reveled that they were not able to send or receive
[Customer stated that they were expaciing arn emails from that address. Customer Care provided baskc troubleshooting tips that were
emait front Customer Care; however, they did not unsucressfil. Custormer Care refemed the customer to thelr service provider for further
160609-000052  |6/5/2016 5TS Carey Caray recelve the email, B/9{2016 assistance. Customer understood. External Complaints Miscallaneous
[Reprasentative from California Customer Care apologized and acgulred czl! detall Information.  Information was
Teleoommunications Access Program called on forwarded to the technical department. Technical was able to determine the lssue was not
behalf of customer stating they have been unable with Relay. Customer Care refarred the customer to contact their telephone service Long Dstance/Billing
160610-000052 |5/10/2016 Voice  [Janelie  {lanefle  |to place 2 long distance call through the Relay.  16/13/2016 |provider, Customer was satisfied Technical Complaints  [Tssues
Customer stated they have bean recelving Custorner Care suggested that the customer contact thedr loca telephona company or
160613-000112  16/13/2016 Voice  |Dan Dan susplcious efephone calls not through Relay. 6/13/2015  |report the Incident to law enforcement. Customer understood. External Complaints Miscellansous
Customer stated the CA did not keep them
informed while processing the call. Customer
stated that they called a TTY user and the CA did Custorer Care apologlzed and aoquired call detall Information. Information was farwarded
indicate that the TTY user answered the fine; to the technical department; which verified the CA had processed the call, Information was
hirwever, the CA barame unresponsive and then forwarded to management; which verified that the CA had followed proper procedure. CA CA Dd not Keap User
160614-000011 |G/14/2016  |3242 Voice  |Jamb Jacoh stated that the TTY user had disconnected, 6/29/2016  |did not receive refresher training regarding this issue. Service Complaints Informed
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Customer stated they tave been unable to place 2 Cuostomer Care obtained the customer's permission 1o gontact thefr telephone service
long distance calt through the relay. Customer provider regarding this issue, Customer Care contacted ATET regarding this fosue;
stated they wera able to place 2 long distance call however, ATAT refused to provide any information and instructed Custormer Care o have
directly and alr_eady confirned that there are no the custemer contact them, Customer Care advised the customer that they would need to Long Distance/Biiing
{160615-000061  |6f15/2016 Like] Dan Ban issies with their telephone servica, |8/8¢2016 contact ATET directty and explained what informmation we needd. {Awaiting Customer} Techitical Complaints  [Issues
Custorer Care placed 2 test call and reached an operator generated recording "Mine out of
Customer stated when attémpting to dial their service or disconnected”. Customer Care refemed the customer to the telephone service
160615-000060 |6/15/2016 Voice  |Tyna Tyna mother through Relay it'is not going through. 6/15{2016  |provider. Customer was satisfied, External Complaints Miscallansous
~Customer stated on & previous call with a Ca,
the velume was fow and made it difficult to hear ~Customer Care gathered information and confirmed the customer was able to hear the Tech Issues 575
160616-000093  |6/16/2016  |9362 515 Jenn Jenn thent, 6/16f2016  |CA clearly. Customer disconnected. Technical Complaints  {Problem
Customer stated they have been receiving Customer Care suggested that the customer contact their local telephone company or
150616-000034  |6/16/2016 Yoice  |Erca Erica suspicious telephone calls not through relay. 6/16/201%  |report the incident to law enforcement. Customer understeod. External Complaints Miscelaneous
Customer stated the Customer Care
Representative was very abrupt and disconpected Customer Care apalogized sttempted to gather more information.  Customer disconnectad
160621-000075  |6/21/2016 TTY Tyna Tyra the call. Bf21/2016  |prior to giving more information. Service Complaints | Miscelianequs
Customer stated when attempting to place 2 call, Custormer Care attemnpted to gather call datails, but customer disconnested before
160622-000000  |6422/2016 Ty Dan Dan their party was not able to hear the CA, 6/22f2016  |information could be obtained. Technical Complaints [Miscellanecus
Customer Care apologized and acquired call detall Infarmation, Information was forwartded
to the technical depariment; which verified the CA had processed the call. Information was
Costomer stated the CA did nat follow {forwarded to mar 1t; which delermined the CA Followed proper procedure. €A did Didn't Follow
160622-000094  |6/22/2016  |1239 Voice  |Dan Dan pollcyfprocediare, 7{5/201b not recelve refresher training In regards to this issue, |Service Comgplaints PollcyfPracedure
[Customer stated they have been unable to place 2
tong distznce call through the relay. Customss Customer Care apologized and acquired czll detail information. Information was forwarded
stated they are recelving a recording which states to the technical department; which verified the CA had processed the call, Information was
"Call s not allowed” when attempling to place a forwarded to management and CA received refresher {raining In regards to this issue. Long DistancefBilling
160701000083 16/24/2016 11430 VCO Carey Carey call. Gf24f2016  {Customer was salisfied. Technical Complafnts  |Issues
Customer stated they were unable to use live Customer Care explained Relay and asked if they are interested In using our seryice.
Directnry Assistance and were told o dial 7-1-1 Customer stated "Hot at this ime" and disconnected. Mo further Information was
160527000131 {16/37/2016 Voice  |Erica Erica instead. 5f27f2016  iobtained. |External Complaints Miscelianecus
Customer Cara provided several tips for dearing garble during a caf; which did not resolve
Customer stated they were neceiving 2 ot of the issua. Customer stated they would calf back. There has been no further contect from
160620-000097 (672072016 TTY Erica Erica qarbia during the cail. Bf25f2016  {this customer. Technical Complaints  |Garbiing
ICustorner Care apoiogized and acquined call getall information. Information was forwarded
to the technical department; which verified the CA had processed the call. Information was
forwarded to management; which verified that the CA had followed proper procedure and
Customer stated the CA hung up on them multiple that orig had disconectad the all. CA did not recelve refresher training regarding this
160630-00005% ks;sq;zma TTY Jenn Jenn Himes, 7712016 issue, Service Complaints CA Hung Up on Caller
~Customer stated they are sometimes unsble to Customer Care tested the line the customer was referring to; il was successful. Customer]
get through to the 5TS fine provided on the FOC Care explained that the customer would have to contact the FOC o fite 3 complalat, Tech Issuss 5T5
1607Q1-000101  |771/2016 STS Erica Erica website, 71142016 Customer was satisfied. Tethnicat Complaiats  |Probfem
Customer Care apologlzed and acquired call detsil information. Information was forwarded
to the: technical department; which verlfied the CA had processed the call. Information was|
|Customer stated they couwld not understand the forwarded to management and CA recelved refresher training in regards ko this issue.
160705-000155 [7/5/2016 Yoice  {Dan Dan CA. 2526 Customer was satisfied. Service Complairds Migcellanecus
~{ustomer stated they are unsatisfied with the
California STS Service and that it's not the same Customer Care apologized and attempted to gather information; however customer
160706-000105  |7/6f2016 5715 Jeqan Jenn as it used Lo be. /612016 disconnected without providing any call detatls. Service Complaints Miscellanecus
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Customer stated their ST c2ll was handied Custormer Care apologized and acquired call detail information. Infarmation was forwarded
improperiy. Customer stated they wers told they to the technical department; which verffied the Supervisor had been on the call,
hadl to take their phone off of speaker phone or Information was forwarded to management; which determined the Supervisor foflowed STS Cafl Handling
I60F0E-000126  (716f2016 Sup Annie |STS Ban Dan their celt would be disconnected, 7/12/2016  tpraper procedure. Supervisor did not recelve refresher training In regards to this issue. Servige Complaints Problems
Customer stated they have been getting chargad
lsor cais to Hrectory Assistance and do not think Customer Care referred the customer to thelr telephaone service provider for further .
160706-000120 |7/6f2016 515 Dan Dan they should be. 71612015 assistance. Customer ynderstood. Extermial Complaints Misceflaneous
Custemer Care apologized and stated Infommation would be forwarded to management
Inferrnation was forwarded to the techiical department; but without call detsils no
Customer stated the CA did not keep them information cotld be located In regands to the il te cuskomer was referring to. CA Did not Keep User
160708-000060  |7/8/2016 1430 TTY Tyna Tyna Informed while pracessing the call, Ff13f2016  {Customer understood. Service Complaints Informed
Customer stated their STS call was handled Customer Care apologized and acquired call detall Information. Information was forwarded
Impropery. Customer stated the CA would not o the technical department; which verified the CA kad processed the call, Information was
Hsten to them and kept attempting to slow the forwarded to management; which detenmined the Ca Followed proper procedure. The CA 5TS Call Handling
160710-000042 |2/10/2016  {9022M Voice  |Dan Dan jcustomer down. 7/12/2016  {did not recelve refresher training in regards to this Issue, Service Complaints Probiems
~Customer provided complaints, compliments and Customear Care apologized, thanked the customer for their information and advised would
160711-000071  |7/11/2016 5T5 Tyna Tynz sungestions regarding the STS Relay. 7/11/2016  |forward to management who acknowledged recefpt. Customer was satisfied Servire Complaints Miscellanesus
Customer Care acquined Information and forwarded information to upper managament,
Customer reguested to send a message 9 a Management worked with the customer In regards to their request. Customer still voiced
reguested member of upper management with several concerns and Management has attempted to rontact the custemer; bt thers has
160712-000120  |712/2016 Volce Erca Ericz severslconcems in regards Yo Relay. 7{36/2016  |been no response from the customer at this time. Service Complalnts IMiscelianequs
Customer Care suggested that the customer contaet their local telephone company or
repart the incident to law enforcement, Customer Care explzined that if the oustomer
Customer stated they have been receiving cantacts law enforcement then jaw enforcement may issue a oot order, At that Bme call SuspiciousfHarassmen
1650713-000079  17/13/2016 Voice  |[Tyma [Tyna k ing telephone calls through the Relay. 7114/2016  |information may be released to the Court. Customer understood. Service Complaints t Call
Custormer Care did not experience stztic on the fine and could hear the customer and CA
Customer stated they are hearing static an their Clearly. Customer Care referred customer to their phone service provider for furthar
end of the fine and asked Customer Care if they assistance. Customer requestad trr speak with the Customer Care Manager; who was not
160713-000110 {7A13/2016 5TS Jenn lenn coutld hear it. 7/13/2016  {available. Customer disconnected, External Complaints Miscellaneous
Customer Care determined the customer did not have 2 profile and offered to establish
one for the customer, Customer agreed and Information was forwarded to the technical
Customer stated they received a bill from AT&T department. Customer Care siso provided information to the customer to have the Long Distance/Bifling
160715-000087 |7/15/2016 TTY Tran Dan when they have service through Frontier. 7/15/2016  |incorrect charges reversed, Customer was satlsfied, Technical Complaints  {Issues
Customer stated they have bean unable to place a Customer Care explained to the customer that the International call must have a billing
long distance call, or Intemational call, through methed In order ko process correctly. Customer Care explalned that in order to process
Relay. Customer requested another number for the calls correctly the customer's profile needs to be pointed to the correct provider carder
ATET, as customer has been unsuccesstul in code. Customer Care provided another aumber for ATET Customer Servlce so that an LOA
obtathing the CIC code from an ATET rep in order for the comect carriet coda maybe ohtaived, Customer returmet] a &) ang has been able Long Distance/Bilting
160715-D00086 1771512016 V0o Erica Etica to set up & profile with Relay. 7{15/2016  jto place Intemationa! cafls. Customer is sabisfied. Technical Complaints  |Issues
Customer Care apologizad and stated information woutd be forwarded to management,
Customer became Frustrated before all required informiation could be gathered; customer
160715-000088 | 7/15/2016 STS Erica Erica Custorer stated the CA hung up on them. 77152016  |disconnected. Service Complaints CA Hung Up on Caller
~Customer stated they do not ke the dead afr
that accurs in the recording after the recording Customer Care explained that the dead air is the result of the call being processed.
160718-000128 |7/18f2016 5T5 Erlca Erica statss ko hold for the next available CA, 7/18/2016  [Customer disconnected. Technlcl Complalnts  |Misceflansous
Customer Care apatogized and soquired call detail [nformation. Information was forwarded
to the technica! department; which verified the CA had processar the call, Information was
forwarded to management; and CA received refresher tralning In ragards to this issue.
160720-000078  |772042006  |3362 515 Carey Carey ~Cirstomer stated tha CA hung up on them. 72602016 |Customer was satisfled Service Comglaints CA Hung Up on Caller
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Customer stated they are receiving a busy signal
whan attempling to dial Sprint Relay. Customer
requested that Customer Care call Sprint Relay
Customer Service on their behalf to find out why Customer Care apologized and explained the customer would need to contact Sprint Relay
160721-000121  [7/21/2016 TTY Erica Erica the call is not going through, 7{21/2016  |Customer Service directly for further assistance. Custormer understood., External Complaints Miscellaneous
Customer Care apologized and acquired call detail information. Information was forwarded
to the techmical department; whirh verified the CA had processed the call. Infonmation was
forwarded to management and CA recelved refresher training In regards to this [ssue.
160722-0000%4  |7/22/2016  |9362 5TS Erlca Erica ~Customer stated the CA hung up on them. FI2F2016  |Customer was satlsfled, Service Complaints CA Hung Up on Caller
Customer Care apologized and acquired call detatl information. Information was forwarded
to the technical department; which verified the CA had processed the cafl, Information was
forwarded to management; which determined that the CA did follow proper procedure. CA
160724-000008 _|7/23/2016 iSTS Taylor G |Taylor G |~Customer stated the CA hung up on them. 7f25/2016  |did not recaive rafresher tralning in regards 10 this issue. Service Comgplaints CA Hung Up on Caller
Customer Care apologized and acquired il detall information. Information was forwarded
Jto the technical department; which verifled the C had processed the call. Information was.
forwarded to management; which determined that the Ca did follow proper procedure, CA
160726-000060  |7/26/2016  ]5D48 Voice  |lann Jenn [Cust stated the CA hung up on them, 74282016 |did not recerve refresher tratning In regards to this issue. Service Complaints CA Hung Up on Caller
Custamer stated they were receiving a ot of Customer Care offered troubleshooting tips for the customer. Customer Care cafied back
garbie dunng_ the cail. Customer stated they Feft and left voice message to follow up and there has bean no further contact from the
the garbilng is due to Relay “monitoring Leustomer. Cu understood.
160801-000115  18/1/2016 Woice  |Dany Dan equipment”. B/1/2016 Technical Complaints  |Garbling
Custormer stated that they are unable to get
{through te.a person whose phone does not accept Customer Care referred customer to their kelaphons provider for further assistance.
160803-000079  {Bf3f2016 VCO Ertra Erica listed or restricted numbers. 8/3/2016 Customer undersboryd. External Complaints Miscellaneous
Customer stated ey were Ieceiving Static on Customer Lare refermed CUSIoMEr 10 their telephone provifer for TIIher ASSiIance,
160806-000016 {B/6/2016 YO lanefle  |Jenelle  jtheir Hne. Bi6f 2016 Customer understood. External Complaints Miscellaneous
Representative fron a Prison facility stated some Customer Care requested informalion aboet the phone number belng used, but the caller
of thelr inmates are having an issue pladng calls digt not have that informatin, Caller stated they would have someone that works on the Tech Issues 7-1-1
160809-000085  [8f 2016 Voice  [Dan Dan through Relay. 18/25/2016  |phone system all in. There has been no further contact from this customer, Technlcal Complaints  {Problem
Customer Care advised the custorer that they would need to contact their telephonse
service provider for assistance. Customer Care attempted to explaln how dialing 7-1-1
works 5o that the custemer would understand why we c2nnet correct the problem for
Representative with Sprint Refay stated the them; however, tustomer disconnected. Customer Care has contacted the service
customer was unatie 1o get through to Relay by provider several times, service provider refuses to help unless customer ¢alis. Qustamer
160812-000057  [Bf12/2016 Volce  iFria Elm dialing 7-1-1. Bf12/2016  |was notified. Extermal Complaints Miscellaneous
Customer Care advised the customer that they would need o contact thelr telephone
servica provider for assistance. Customer Care attemptest to explain how dlaling 7-1-1
works so that the customer would enderstand why we cannot cormect the problem for
them; however, customer disconnectad. Customer Care has contacted the service
[Customer stated they are being routed to Teas provider several times. Service provider refuses to help uniess customer calls, Customer Tech Issues 7-1-1
160812-000063 |8/12/2016 TTY Erica Erica Relay when dlaling 7-1-1, 18/12§2016  |was notified, Technical Complaints  |Problem
~Customer stated their 575 calls are handied
improperly. Customer stated that when they
report these issues, thay befleve-{hat manzagement| Customer Care apologlzed and skated information would be forwarded to management.
does not address the slfuations. Customer woulkd Management atknowledged the reguest and tried muitiple imes to contact this customer. 575 Call Handling
160813-000013  |8f137/2016 Volpe  (Carey Carey not provide specific detalls regarding the Issues.  ]8/13/2006 | There has been na further contact from this customer. Service Camplaints Problems
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jCustomer Care advised the customer that they would need to contact their telephone
tsarvice provider for assistance. Custormer Care attempted to explaln how dialing 71-1
works so that the customer would understand why we cannet correct the problem for
Customnar stated when they diat 7-1-1, they arg them; however, custamer~ disconnected. Customer Care fias contacted the servioe
belng routed to Texas Relay rather than Califomia provider several times, service provider refuses o hefp unless customer calls. Customer
160815-000042  |8/15/2016 TTY Dan Dan Relay. 8/15/2016  |was notified. External Complaints Miscaflaneous
Customer Care apologized and acguired call detail information. Information was forwarded
Customer stated they were advised ATET was no to the technica! department. Our reseanch 14 indicating that the issue fs with the CIC Code
1126 and longer a long distance pravider when trying to being used for this TXC. Customier Care made contact with service provided who was able Long Distance/Billing
160815-000046  |B/15/2016  |9388 VO Dam Dan place ar international cali. 8/15/2016  Jto identify and resclve the issue, Customer was notified. Technical Complaints  [Isspes
Customer stated they were receiving a lot of Customer Care attempted to provide tips for clearing garble during a call. Customer
160815-000072  18/15/2016 TTY Tynz Tyna }'garbse during the call, 8f15/2016  |disconnected before alf information oould be provided, Technical Complaints  |Garbiing
Curstomer stated a party that tried Yo reach them
was not atie to get through to Relay by dizling 7-1
1. Customer was concamed that this meant their Customer Care explained that this issie would be with the party trying to c2lf them and
160816-000065  |8/16/2016 V(O ban Ban ber was blocked. B/16/2016  |advised to have that party contact their telephone sarvice provider. Customer understood, |External Complaints Miscelianeous
Customer Care advised the customer that they would need ta contact their telephone
service provider for assistance. Customer Care attempted to explain how dizling 7-1-1
works so that the customer would understand why we cannot conect the protlem for
theem;: however, customer disconnected. Customer Care has contacted the service
Customer stated they are being routed to Texas {provider saveral mes, service prowider refuses to help unless customer talfs. Customer
160816-000080  1B/16/2016 TTY Dan Dan Relay when dialing 7-1-1. B/16/2016  iwas notifled. External Complaints Miscellaneous
Customer Care apologized and acquired call detzil information. Information was forwarnded
13 the technical department; which verlfied the CA had processed the ca!l. Information was
Customer stated the CA did not, follow forwartded to management; which determined the CA follswed proper procadure, CA did Didr't Folleaw
160B817-000065 81772016  |5372 TTY Dan Dan policyforocedure, 182512016 |not receive refresher draining in regards to this issue, Service Complalnts PolicyfProcedura
Customer Care suggested that the customer contact their local telephone company or
report the ncident to law enforcement, Customer care explained that if the customer
Customer stated they have been receiving contacts law enforcement then law enforcement may issue a court order. AL that time calf Suspicious/Har
160317—000?_?4 8/17/2016 TTY Jenn Jenn suspitious telephone calfs thiough Relay. 81772016 {Information may be rel d b the Court. Customer understood. Service Complaints t Call
Customer Care advised the customer that they woultl neet to contact thelr telephona
service provider for assistance, Customer Care attempted 1o explain how dialing 7-1-1
works so that, the customer would understand vihy we cannot camect the problem far
iCustomer stated when they dlal 711 to reach the them; however, customer disconnected. Customer Care has contacted the service
California Relzy Service, they are connecting to provider several times, service provider refuses 1o help unless customer calls, Customer
160817-000081 lsfl?fZBlE TTY Tenn Jenn the Texas Relay Service, 871712016 |was notified, Extemal Complaints Miscetlaneous
Customer Care was able to identify there was a problem with their phone line and refemmed
Customer stated problems with their telephone the customer to their telephione service provider for further assistance. Customer's line
160819-000065  |8/19/2016 VLo Tyna Tyna line, 8f19/2016  |disconnected, Extemal Complaints Miscellaneots
Customer Stated theyy were receving a 10t of [Customer Care provided several Ups for deanng garble dunng a call; wiich were
150818-000067  |8/19/2016 von Jenn Jenn gartde during the call. /12015 |svccessful. Customer ungerstood. Technical Complaints  [Garbling
Custorner Care apologized and acquired call detall infarmation, Information was forwarded
o the technical department; which verified the CA had processed the aall. Information was
[Custorner stated the CA did not follow {forwarded to management ; which determined that the CA did follow proper procedune. CA Ditdn't Follow
16G520-000003  [Bf20/2016  |1134 Voice Dan Dan policy/procedure. 82212016 |did not recelve refresher fraining In regards to this issue, Service Complaints Policy/Procedure
Customear Care advised the customer that they woutd need to contaet their telephone
service provider for assistance. Customer Care attempled to explain how diating 7-1-1
viorks 50 that the customer would understand why we cannot corect the problem for
Customer stated whenever they dial 7-1-1 thay them; however, customer disconnected, Customer Care has contacted the service
are rauted to Texas Relay instead of Catifornia provider severa! fimes, service provider refuses to hefp uniess customer calls. Customer
160822-000101  |8/22/2016 TEY Erica Erica Relay, 8f22/2016  |was notified. External Complaints  |Miscellansous
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Customer Care apologized and scquired calf detail Information, Information was forvrarded
to the technical department; which verified the CA bad processed the call. Information was
~Customer stated they were disconnected from forwarded to management; which determined that the CA did follow proper procedure, A
160822-000114 |Bf22/2016 5T Erica Erica Retay [n the middiz of a call. §/2372016  |did not receive refresher trafning in regards to this issue. Technical Complaints  [Miscallaneaus
Custamer stated when they atiempt to place a calf (Customer Care explained that the recording s an operator generated recording fram their
they are reaching a recording advising them to telephone service provider, Customer Care referred the customer to their telephone
1650823-000047  |Bf2372016 Voice  |Camey Carey contact the telephone service providar. 8232016 |service provider for further information. Customer was satisfied. External Complalnts Miscellaneous
Customer stated that the person they were calling Custorner Care obtained more information and advised the customer they would need to
at an htemational number was unable te hear contact their service pravider to resalve this issue. There has been no further contact from
160824-000025  [Bf2472016 [ine] Janefle  |Janefe  jthem. 82472016 Ithe customer. Customer understood |External Complaints Miscellaneous
Prison inmate stated they do not know how to [Customer Care advised that Relay cannot assist the customer with obtaining a caliing card
abtzin a catfing card and ng ona at thelr facility and suggested the customer speak to someone at their facility for assistance, Customer
1G0826-000064  [872972016 TTY Dan Dan [seems to know either. 1872972016 funderstond. Extemal Comgplainks Miscellanecus
Customer stated they were being routed to Customar Care advised customer to contact thelr telephone service provider. Customer
160829-G00065 |8/29/2016 Woice  Dangile  |Janelie  [another state's relay service when dialing 711, Bf29/2016 |was saisfied, External Complaints Miscellanenus
Customer Care advised the customer that they wobld need to tontact their tefephone
service provider for assistance, Customer Care atterpted 1o explain how dialing 7-1-1
works so that the customer would enderstand why we cannot cormect the problem for
CTAP representative inguired if calls being routed them; however, customer disconnacted. Customer Care has oortacted the service
to Texas Relay when 7-1-1 Is dizled can be provider seversl Hmes, service pravider refuses to hetp unless customer calls. Customer
150829-00008  |8/29/2016 Volce  |Dan Dan corrected by Relay. kB{ZQIZUIG- was notified. External Complaints Miscellaneous
Customer Care apologized and acquired call detatl information. Information was forwarded
Custamer stated after lerminating party to the technical department; which verffied the CA had processed the calt. Information was
discannected the CA was asked how much was Jforwarded to management; which determined that the CA did follow proper procedure, CA
160831-000001  §B8/31/2016 11134 Voice  |Ben Ben transmitted and the CA did not know, 9/123/3016  {did nat recelve refresher training in regards to this Issue, Service Complaints Miscellanecus
Chstomer Lare apiiogized T0 te customer and stated mrommabion wokd be Torwarded 1o
Customer stated they have experienced a long managerment., Customer was satisfied. The Relay ar 1 96.1% within 10 seconds for Long Hold
160831-000103 {B/3172016 515 Erica Eriza haold timefdelay when connecting to Refay. 92072016 |the day. Technical Complaints  |Time/ Disconnect
[Customer Care apologized and aoquired call detal! information. Information was forwarded
Customer stated the CA did not follow tor itte technical department; which verlfied the CA had processed the call. The Ca Didn't Follow
160901-000028  |9f1/2016 49 HCOD Jenn Tenn policy/procedure. 9/1/2016 received refresher training in regands to this issue, Service Complainis Poltcy/Procedure
Customer stated they were recelving 3 lot of Customer Care provided several tips for clearing garble during 2 call, Customer
160904-000013  |9/4/2016 TTY Erlca Erca garble during the cali, G/ 42016 understood. Techrical Complaings  1Garbiing
Customer stated they were receiving a lot of Customer Care provided several tips for clearing garble during 2 caf. Customer
160005-000001  |9/4/2016 Woice  [Chuck  IChuck  |aarble during the il 552016 understoed. Techmical Complaints  [Garbling
Custorner Care apofogized and provided the customer the tofl-free access number to reach
Californta Refay STS service, Customer mequested information e sent via emall, Customer]
Care empiled customer toll-free acoess number for California Relay 5TS, Customer did not
r Customer stated they havee experienced some provide call details of time(s) when a delay was experienced when calling California Relay Leng Hald
160905-000000  |9/4/2016 518 Jatob Jacab delays when connecting to the STS Relay. [9/5/2016 STS. Customer was satlsfied. Technical Complaints  [Time/Disconnect
Customer Care apologized and stated information would be forwarded to management.
~Customer steted they were hearing a rubber Information was forwarded to the technical departrient; but without call detaits no Tech Issues 7-1-1
160805-000057  |3/5/2016 STS Tyna Tyna bangd sound on the Hine. 913f2015  |Information could be located In regards to the o2l the customer was refening too. Technical Complalnts  |Problem
Customer Care apologized and stated information would be forwarded t0 management.
~Customer stated only heard half of the CA's Information was forwarded to the technical department; but without call detaits no
160010-000012 13/10/2016 578 Janele  |Janelle  |greeting. 9103016 |information could be located in repards to the call the customer was refaming to. Service Comglaints Miscellaneous
stomer inquired why they were not aoke to dial Customer Care retuied Customers call and attempled [0 provide T ted information.
160911-000084  {8/1042016 Kiee] Gabrielle |Janethe 11 digit numbers. 9112016  |Cust disconnected.  External Camplaints Misceltaneoys
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California Relay 2016 - 2017 FCC TRS Complaint Report

June 2016 - May 2017

Calt Calt
Type to |Gall Respand Date of
Inquiry 1D [lnguiry Date |CAQpr#  |CC Taken Byjed By n ption of Incident Resolution |Description of Resolution Category Sub.C ¥
Custamer Care apdlogized and stated Information wolld be forwarded to the technical
department. Information was forwarded to the technical department; which determingd
the issue was due to a problem with the customer's telephone service provider, After
speaking with family member it was determinedf that recording that customer was referring|
to was operater generated. A temporary Qund was tmp! ted to afiow the
customer fo resume placing long distance calls through Relay. An LOA was submitted to
Customer stated they are receiving no answer the customer's carrier which once refumed will become the final solution to the long
160913-000077  19/13/2016 Voice  |Dan Dan whanever they dlaf into Relay. 313/2016  idistance issue. Technical Complaints  |Busy Signal/Rlackage
Customer stated when they are using Visually Customer Care referred the customer to Skype and thefr intemet provider for further
Assisted STS, their soeen goes blank 2 few information in regands bo the issue they are experiencing. Customer became angry and
160915-000010 |9/15/2016 Volce  [Jenn Jenn minutes into thelr conversation. {5/15/2016  |disconnected before any troubleshooting coufd be completed. External Complaints Miscallaneous
Customer made a general complaint that the CA's
typing |s pocdy done and when they ask to be Custarier Care 2peiogized and stated information would be forwarded ta management.
transferrad to Customer Care sometimes, it is not Information. was forwarded to management who acknowledged receipt. There has been
160920-000078  {9/20/2016 Vo Jenn Jenn a gomplete fransfer. HIOI016  Ino further contact in regards bo this ssue, Service Complaints Miscellanaous
~ Customer stated their 575 call was hardied
improperty because the CA oould not understand Customer Care apuioglzed and staled information would be Forwarded to management.
the custermer. Customer refused to provide call [Information was forwarded bo the technical department; but without call detalls no ) STS Call Handling
160921-000045  |9¢21/2016 5T5 Caray Carey details, 9/2442016 _ |information could be jocated In regards Lo the ol the Customer was refierring too, Service Complaints Problems
Customer Care apologired and acquired customer information. Information was forwarded
0 the technical department. The technicat department confirmed the number provided
was not reaching the Relay service phone systent. Further investigation with the
Representative from phone company for a prisan representative revealed that the fadlity had their phones set to only allow calling @rd calis
[facility stated they are not getting through to bo be prodessed. Representative stated that they would remove the restriction. There has Tech Issues 7-1-1
160923-000045  |923/2016 Volee Dan Bran Relay. 19/23/2016  |been no further contact from this customer. Technicaf Complaints  |Problem
Customer Care updated the profile to the carvect tong distance provider and provided the
Customer stated they are being billed by ATST for fax number for the custarner ko submit a telephone bill for reimbursement. There has been Long Pistance/Billing'
160928-000108 {9/28/2016 Voioe  |Erica Erica long distance calls while their provider is Comcast, |9/28/2016  [no further contact from the customer, Customer understood, Technicat Complaints  |Tssues
Customer Care apologized and acquired call detal! information, Information was forwarded
Customer stated the CA did not leave an entire to the technical department; which verified the CA had processed the call. Information was
160929-000012  |9/29/2016  |1128 TTY Jenn Jenn voicemail message for them., 19/30/2016  |farwarded to management; which determined that tha CA did follow proper procediire, Service Complaints [ Miscaliznecus
Customer Care apologized and aoquired call detatl Information. Information was forwanded
Customer stated their STS tafl was handled i the technical deparment; which verified the CA had processed the call, Information was
Impraperty. Customer stated the CA could not 1fnrwarded o management; which determined the CA followed proper procedure and
funderstznd them and they eventuatly had to hang transfered the caller te a different CA. The CA did not receive refresher training In regards 5TS Calt Handling
160925-000066  19/20/2006  {937aM 5T5 Dan bian 1 on the CA, 9f30f3016  tto this fssue. Service Complaints Froblems
Customer Care apdlogized and acquired call detail information, Information was forwarded
Customer stated their STS call was handled te the tethnical department; which verified the CA had processed tha call, Information was
improperly. Customer stated they asked the CA o forwarded to management; which determined the CA followed proper proceduere and
transfer them to Customer Care and the CA did transferred the caller to Customer Care. The CAgid not receive refresher training In STS Call Handling
160920-000067- |9/29/2016  |9370M 1] Dar Dan not understand the request. 10M7/2016  |regards to this lssue, Sarvice Complaints Frotlems
Customer Care apoiogized and stated information would be forwarded to management.
Custormer stated the CA began using inappropriate} Information was ferwarded to the technical department; but without accurate call detaiis
and offensive lenguage durlng theircall toa TTY no information could be located in regands to the Gl the customer was. rafarring ta.
160030-000041  19/30¢2016 11239 Voice [Jann Jenn Lser, 10f12/2016 [Customer was notified, 15ervice Complaints Miscellaneous
Customer stated they were receiving 2 ot of Customer Care attempted to clear garble but was unable to dear garble, Custormer
160930-000076 1973042016 TTY |Erica Erfca  (garble during the call. 32016 [disconnected. Technical Complaints  |Garbling
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California Relay 2016 - 2017 FCC TRS Complaint Report
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Call Gall
Type to {Call Respont Date of
Inguiry 1D tnquiry Date JCA/Oprd |CC Taken By|ed By Description of Incident {Rasolutlon |Description of Resolution Cateqgory Sub-Catogory
Customer Care apologlzed and placed a test call which was suctessful. Customer Care
ohtained =i detail information and farwarded to technical. Tachnlcal department was
Customer stated reaching a fast busy when dialing able to determine the cushmer was able to reach Refay on date in question and there Tech Isstes 7-1-1
161003-000037  |10/3/2016 HCO Tyna Tyna 7-1-1 gr the toll-free access number, 10/3/2016  |were no technical issues Tdentified with Relay on that day. Customer was satisfied. Technical Complaints  jProblem
Customer stated they were recelving 2 lot of
161003-000039  |10/3/2016 HCG danglle  Panelle  [garble during the call. 10/3/2016  |Customer Care attempted to provide assistance, Customer disconnected, Techrical Complaints  |Garbling
Customer stated thelr TS calls are handled
impropétly when female CAs process their calls. Custorner Care apofogized and stated information would be forwarded to management.
Customer stated they feel that the CAs are Information was forwarded to the technlcal department; but without cail detgils no STS Call Handling
161005-000059  |10/5/2015 5TS Carey Carey frnpatient and have a rude tone of voice. 10/5/2016  |Information could be located in regands to the cafls the cust was referrng bo. Service Complaints Problams
~Customer made & genoral complaint about
161007-000008  |10/6/201&  |Supervisor JSTS Erica Erica Hamilton's management stff. 10/7f2016  |Customer Care forwarted information to 1t. Customer was notified, Service Complaints Miscellaneous
Customer Care detenmined that tha custamer didn't bave a profile. Customer Care
Customer stated when diafing 2 call through Refay, nathered required Information and forwarded it to Technfal. Profile was implemented and Long DistancesBliling
161007-000091 | 104712016 Vo Erica Erica It comes Lp as'through ATST, not Time Wamer.  |10/7/2016  customer was satisfied. Technical Complaints  |Issues
Customer Care apologized to the custpmer and stated information would be forwarded to
Customer stated they have experienced a fong management. Customer was safisfied, The Relay answered 96.2% within 10 seconds for Long Hotd
1610(9-00001% | 10/9/2016 TTY Tyna Tyna ol Himefdelay when connecting to the Relay. 10/10/2016  |the day. Technical Complaints | Time/Disconnect
Customner Care offered to place a test call o number customer was meferanding; customer
) Customer stated when disling a spedfic number decclined. Customer Care advised the customer Yo contact their tefephone service
161010-000087  |10710/2016 Voige  |Ban Dian sometimes Relay is being reached Instead, 10/10/2016" iorovider regarding this lssue. Customer understood. External Complaints Miscellaneous
Customer Care apologized and acquired call detall information. Informatlon was forwarded
to the technical department; which verified the CA had processed the call. Information was
rCustomer stated the CA hung up on them beciuse [forwarded to management; which determined the OPR folfowed proper protadure. The CA
161011-000000 1041042016 STS Derek Derek of abuse, 10{202016 |did not recsive refresher training In regards 1o this Issue, Service Complains CA Hung Lip on Caller
[&T re g CUSTOHET ang St Gralon would e forwarded o
~Customer stated they have experienced & long managerment. Customer was satisffed, The Relay answened 98.4% within 1{ seconds for Long Hold
161010-G00098  [1041042016 515 Erice Erica hold timey/delay when connecting to the Relay. 10/11f2016 |the day. Technlcal Comph [ Thme/Disconnect
Customer Care apologized and stated Information would be forwarded to management.
Information was forwarded to the techrical department; but without cail details no
Customer stated the CA was unable to transfer information could be located in regards to the call the rustomer was referring to.
161013-000148 |1}13/2016 |3033F Volce  [Dan Dan them to Customer Care, 10/14/2016 |Customer was notifled, Technical Complaints | Miscellaneous
Customer stating when caliing & VCO user, the call
) Is cannecting and they are able to leave 2 Customer Care attempted to reach the customer several times; which was unsuccassiul,
161017-000075  |10/16/2016 Voice  |Lenny Lenny message and then the phone disconnedts. 10/18/2016 |There has been no further contact from the customer. External Complaints Miscellaneous
Customer Care apologized and scguired calt detalt information. Infarmation was forwarded
to the technical department; which verified the CA had processed the call. Information was
Customer stated the CA did not follow forwarded te management; and CA received refresher training in regards to this lssug. Didn’ Follow
1BL017-000006  |10/17/2016 1134 Volce  |Dergk Derek policy/procedure. 10/18/2016 |[Customner was satisfied. Service Complaints Policy/Procedure
Customer inquired about why thefr call placad Customer Care explained the restrictions associated with prison relay calis and provided Lang Distance/illing
161017-000147  |10717/2016 TTY Erica Erica from a prison facility was nat allowed. 10#17/2016  |Instructions to have restrictions changed. Customer understood Techrical Complaints  |Issues
Customer Care attempted to obtain number of facility, which customey couid not provide.
Customer stated they were unable o place billable Customer stated they would call back if necessary. There has been no further contact
161018-000106 {10/18/2016 Voice [Janelie  |lanelle  |cafis, 10/18/2016  |from the customer. External Complalnts Miscellaneous
Cuctomer Cara apiagized and stated information would be forwarded to management.
Customer stated when YA 5T5 CA attempted to Informiation was forwarded to the technical department; but without call details no Tedch Issues 5TS
161021-000035 1072172016 {925) STS Tyna Tyna connect to Skype their screen froze up. 10/21/2016 linformation could be Incated in regards to the call the qustomer was rafering b, Technical Complaints:  |Problem
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California Relay 2016 - 2017 FCC TRS Complaint Report
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Call Call
Type to [Call Respond Date of
Ingulry 1D jinguiry Date iCA/Qpr#  |CC Taken By|ed By Description of Inciderit Resolut Destription of Resclution Categery Sub-Category
Customer stated when trying to reach someone
that does not use Relay, they are sometimes being| Custumer Care advised the customer to contact their telephone company. Customer
161027000072 (1072772016 Voice |Dan Dan routed to Relay, 10/27{2016 (understood. External Complaints Miscelfaneous
fCustomer Care apologized and acquined call detell information. Information was forwarded
o the tachnicaf department; which verified the CA had provessed the call. Information was
Customer stated the €A did not follow forwarded to management; and CA received refresher training fnt regards to this Issee, Didri't Folfow
161031-000052  {10/30/2016 [1345 VCO Dalyssia  |Dalyssiz  ipolcy/procedure. 117182016 [Custorer was salisfied, Service Complaints Policy/ Procedure
Customer stated they are having issues with their tCustomer Care referred the customer o their mlephone service provider for further
161102-000133  [11/2/2016 VOO Dan Dan caller Jd, 11f2{2016  [asslstance. Customer understood. |External Complaints Miscellaneous
Customer stated someene tring to reach them is
unabie ko call their number as it is reporting the [Customer Care explained that the message was from thelr service provider, Cushomer
161102000137  |11/2/2016 YO Ertca Erica number is blocked. 11/2/2016  |Care referred the cystomer to thelr service provider, Customer understood External Complaints Miscellanemus
Customer Care apologized and stated information would be forwarded to management.
Customer was upset that CA and supervisor stated Information was forwarded to the technical department; but without cafl detalls no
161104-000125  |11/4/2016 Voice [anelle  |lanafle  |that there was distortion on the customer's ling.  |11/4/2016  |information could be focated in regards ko the czfl the customer was referring to. Service Complaints Miscellaneous
Customer Care apotogized and aoguired call detall information, Information was forwarded
Customer was upset that CA and supervisor stated to the technical department; which verified the CA had processed the call and foliowed
161104-000140 |11/4/2016  |9373 5T Jenn Jenn that there was distortion on the customer's line.  [11/8/2016  |proper progediure, CA dig not recelve refresher training In regards to this issue. Service Complalnts Miscellzneous
Customer stated that multiple 5TS Glis wene not Customer Care apologized and stated Information would be forwarded to management,
hanged properly by several CAs. Customer was Information was forwarded to the technical department; but without call details o STS Call Hatrdling
161105-000038 |11/5/2016 ST5 Carey Carey not able ta provide call detalls. 1152016 |information could be locatad in regards to the calls the customer was referring 1o. Service Complaints Problems
Customer Care apologized and acquired call detall information, Information was forwarded
Custamer stated the CA did not faliow to the technical department; which verified the CA had processed the call. Information was
palicyfarocadurs when placing an ntemation: forwarded bo management; and CA received refresher training in regards to this ssue. Didn't Follow
1561105-000045  {11/5/2016 1377 yCO Carey Caray =l 1141042016 [Customer was satisfied Service Complaints Policy/Procedure
tCustomer Care apologlzed and acqulred call detail information. Information was forwarded
to the technical department; which verifisd the CA hat processed the call. Information was
iforwarded to management; and CA received refresher training In regands Yo this lssue;
Customer stated the CA ignored thelr respanse thowever, the CA did not discormect the cail. Technical department confirmed that the
161106-000024  {11/5/2016  §1218 VD Jennifer  |Caray and hung up on them. 1171042016 |customer disconnected. Customer was satisfied. Service Complalnts CA Hung b on Caller
Customer Care apologized to the customer and stated information would be forwarded to
Customer stated they have experiented a long management. Customer was satisfied, The Relay answened 95.9% within 10 seconds for Long Hold
161107-000048  {11/7/2016 TTY Janefle  [Janefle  fhold time/delay when connecting Lo the Refay. 11/5/2016  |the day, Tachnical Complaints  |Time/Disconnect
A caregiver for the customer stated they are Customer Care was unable to verify customers profile to ensure the correct long distance
receiving charges from sprint but the locsl/long provider was listed. Caregiver stated they would have the customer's maother call back
161107-000103 |117272016 Voice  |Tyna Tyna distance is with ATAT. E1/2/2016  |with the information. There has been no further contact from this customer. External Complaints Miscelaneoys
Customer Care apologized and acouired call detzl! information. Information was forwarded
1o the technical department; which verified the CA had processed the Gl Information was
Custemer stated thelr call te Customer Care was forwarded to management and CA received refresher fraining in regards to this issue.
161107-000124 117472016 |5185 VCQ Janelle  |Dan nat connected successfully, 11/7/2016  |Customer was satisfied. Service Complalnts MisceHlaneaus
Customer stated there was an issue with their Customer Care referred the customer the phone service provider for more assistance,
161100-000097  [11/972016 Volce  {lenn Jenn mother's phone service. 11/9/2016  |Customer understood. External Complaints Miscetlaneous
Customer Care apologized and stated Information woutd be forwarded o management,
Customer stated their 5TS call was handled Irformation was forwarded ko the technice! department; which verfied the CA had
improperly and the CA was guessing what the processed the call and Followed proper procedure. CA will not recelve refresher tralning In STS Call Handling
161110-000057 |11/10/2016 Email  [Jean Jenn customer.was going to say. PIfI712046  fregands to this issue, Service Complaints Problems
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Call lcau
Type to |Call Respond Date of
Inqulry I3 Inquiry Date [CAGpr#  |CC Taken By|ed By Description of Incident Resaiution |Descripticn of Resclution Category Sub-Category
Cistomer Care suggested that the customer contact thalr local telephone company or
report the incident to law enforcement. Customer Care explained that if the customer
Customer stated they have been receiving contacts law enforrement then law enforcement may Issue a court onder. At that time calt SuspicfousfHarassmen
161110-000138. {11/10/2016 Volce  |Erca Erica suspicious telephone calis through the Relay. 11/10/2016 [information may be d to the Court. Customer understond. Service Complaints t Call
Customer Care suggested that the customer contact their local telephone company or
repert the Incldent to faw enforcement. Custorner Care explalned that if the customer
Customer stated they have been recelving rontacts law enforcement then faw enforcemment may issue a court order. At that time call Suspicious/Harassmen
161110-000142 (1171072016 Voice  |Enica Erica suspicious tlephone calls through the Relay, 11/10/2016 {information may be released to the Court. Customer understood. Service Complaints t Calf
(Customer Care suggested that the customer contact their local telephone company or
report the inctdent t law enforcement. Customer Care explained that if the custorner
Customer stated they have been receiving contacts law enforcement then law enforcement may Issue a court order. At thaf time call Suspickous/Harassmen
161111-000084  |31/11/2016 Voice  |Erica Erica Jsuspicious klephone calls through the Relay. 11/11/2016 [information may be released to the Court. Customer understood. Servive Comiplaints t Calt
Customer stated they are having lssues with the Custormer Care referred the customer to ther telephone service provider For further
161112-000016 J11/12/2016 VCO Dan Dan [information belng displayed on Cafler 10. 11122016 |assistznce. Customer understood. External Complaints Miscellanegus
Custamer stated they have been recelving
Jsuspitious kelephone calls that are not coming Customer Care suggested that the customer contact thelr lacal telephine company or
161114-000070  {11/14/2016. Voice  |Carey Carey through Relay. 11f14/2016 jreport the incident to law enforcement. Customer understood. External Complaints Miscellaneous
Customer made a general complaint about the
California Relay Service, The customer fegls it's Customer Care apologized and furwanted the customer's feedback o management who
thes same and the CA'S hang up on them from time| acknowledged receipt, Information was forwarded to operations for possible future
161116-000117  [11/16/2016 TTY lenn Jenn to time. 11/16{2016 [refresher training. Customer was satisfied, Service Complaints Mistellaneous
Custorner Care apologlzed and atquired call detail information. Information was forwarded
to the technical department; which verified the CA hat provessed the cell and customer
~Customer stated thely 5T5 call was handled wiars experiencing technical issues on their end. Proper call procedure was followed, no ST5 Call Handling
161116-000125 |11/16/2016 |9296 5T Ryan Erfca fimproperly. 11/17/2016 |refresher training necessary. Customer was satisfied. Service Complaints Froblems
1 Customer Care sliggested that the customer contact thelr Jocat tefephone company or
report the Incident to law enforcement. Customer Care explained that if the costomer
Customer stated they have been recelving contacts law enforcement then law enforcement may issue a court order. At that #ime call Suspitious/Harassmen
161118-000105 |11/18/2016 Voice ETitx Erica susplcious telephone calls through the Relay. 11f18f2016 |information may be raleased 1o the Court. Custumer understood. Sendce Complaints t Call
Custorner wants ko know if their number is
blocked from Relay. When they dial into Relay Customer Care cbtained information and forwarded to management. Management
they recaived a recording that number is ldentified vonfirmex that the cslier has been identified as misusing Relay and has been restricted by Tech Issues 7-1-1
161123-000033  11/23/2016 5T5 Tyna Tyna a5 malicious calier, 11/30/2016 |[the state. Cust was notified. Technical Complaints  |Problem
Customer stated they were receiving z lot of
161123-000048 |11/23/2015 Like] Dan Dan garble during the call. 11/23/2016  |Customer disconnected before Customer Care tould pravide any tips for tlearing garble. | Technical Complaints  (Garbling
Customer called in to report orgoing prank galf Customer Care gathered the customer's. information and forwarded it to management; who|
issue, Customer stated they ware instructed to acknowledged receipt, Relay hias received parmission from the state to take steps tn
161125-000067 |11/25/201% Valce  {Dan Dan contact Customer Care when the lssue ooours, 11/25/20156 |restrict all known nurnbers related to this caller. Customer was salisfied. External Complaints Miscalianeous
Customer stated that the CAs are having a difficuit
time understanding them during their STS call. Customer Care apotonized and stated Information weuld be forwarded to management.
Customer also felt that more STS Cis need to be Information was forwarded ko the technical department; but without call detalls no
hired and tratned tq better understand people with information could be focated [n regands to the call the custormer was referring to. 575 Call HandHag
161128-000063 |11/28/2016 STS Caray Carey difficulty speaking. 11/28/2016 [Customer's suggestion was forwarded to Management who acknowledged its receipt. Service Complaints Probilems
Customer Care apolegized and stated Information would be forwarded 0 management.
Information was forwarded to the technical department; but without cafl detalis no
Customer stated CA would not place a il for informatton could be located in regards to the call the customer was referting to. Customer|
161130-000031 11173072015 |9146 5T5 Jenn lenn them due to gn echa on the line, 11f30/2016 [veas notified. Servite Complaints Miscellaneous
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Call Cal |
_ Type to |Call Respond Date of
Ingulry (3 {inquiry Date iCA/Qpr# |CC Taken Byjed By Description of Incident Resofuth % iption of Rescluetlon Catogory |Sub-Category
oustomer stated that they are atie to reach Relay
and place calls; hawever, when dialing one
specliic number they reach a recording that [Customer Care explained that this Is an operator generated recording and referred the
161130-000042  |11/30/2016 WO Carey Caray indicates all clrouits are husy. 13/3072015 [customer ko the telaphone service provider. Customer was satisfied. External Complalnts Miscetlaneous
Customer Care apotogized and acquired call detail Information. Infarmation was Forwarded
to the technlc department; which verified the Ca had processed the call, Information was
Customer stated they had a terrile time with the forwarded to management; which determined the Ch followed proper procedurs, The ORR
161130-000070  [11/30/2016 |s025 5TS Tyna Tyna CA, 12572015 |did not receive refresher tralning in regards to this lssue, Service Complaints Miscellanes
) Customer Care apologized ko the customer and stated information would be forwarred to
Customer stated they have experienced a long management. Custorner was satisfied. The Relay answared 97.2% within 10 saconds for Long Hold
161130-000097 [11/30/2016 515 Erica Erca hold timefdelay when connecting to the Relay. 12/1/2016  ithe day. Technical Compla TIme/ Disconnect
Customer inquired how a called party could permit Customer Care informed customer that called party would nesd to contact thelr tefephone
161203-000020 |12/3/201% TTY Janelle  |lanelle  |colect catls, 12{3/2016  |provider. Customer understood, External Comphaints Miscetlaneous
Customer Care apofogized and acguired calt detail information, Information was
farwarded to the tachnicaf department; which verlfied the CA had processed the calt, CA
151205-000029  {12/5/2016 STS Molfie Mollle Customer stated the Supervisor hung up on them. |12/30/2016 |and Supervisor received mefresher Iraining in regards to this lssue, Customer was notified. |Service Complaints CA Hung Up on Caller
Customer Care requested the custamer send the bilf to Customer Care, Customer
trequested that Customer Care contact thelr mother to discuss the carrler [ssue., Customer
[Customner stated they have been getting a bill Care Informed the customer their mother would have to contact us and have all profile Leng DistancafBllling
161205-000089  |12/5/2016 5TS Erica Erca frort ATET for using 5TS service, 12f5/2016 _ linformation avallable i order to make changes. Customer understood. Technical Complaints  {Issues
Customer stated they ara unhappy with the
Californta Retay CAs and Refay as a whole, Customer Care forwarded infarmatian to the Customer Care Manager whe acknowledged
Customer requested to be contacted back by a recelpt. Management has attempted several ttmes to retem a cafl 4o the customer, bk
161207-0006058 |12/7/2016 Volce  |Jerm Jenn spetific rmember of 12/7{2016  |there has been no reply. Service Complaints Miscellaneous
Customer Care discovered the tong distance pravider is not yet participating with Relay.
Customer Care requested contact information for the tefephone service provider and
) stated Relay would contact the provider to get them to become a pantidpating providar
Customer stated they are unable to place # long with Relay. Customer Care offered o set up 2 temporary workaround profile for the Carrier Choice Not
161208-000089 |12/8/2016 TTY Erica Erica distance call through Relay. 12/8/2016  |customer; which the customer accepted and temporary profile was implemented. Technical Complaints  JAvailzble
Custorer Care discovered the long distance provider Is not yet partidpating with Relay.
Customer Care requested contact information for the telephone service provider and
stated Relay would contact the provider to get then to become a partidipating provider
Customer stated they are unable to place a long with Relay. Customer Care offered to set up a temporary workaround profile for the Carrier Choire Not
161210-00002¢  {12/10f2016 TTY |Erica Erica distance il through Relay. 12/10/2016 |customer; which the customer accepted and temparary profile was mglemented, Technical Compfaints  |Available
Customer made general complaints about STS iCustomer Care apologized and forwarded information to management, Custormer
161212-000081 [12/12/2016 5T5 Erica Erica {service and our CAs. 12f12{2016 [discornected. Service Complaints Miscellaneous
Custamer stated they received a bill from ATRT Customer Care xplained ta the customer that they would need to submit a copy of the bill ) Leng Distanoe/Bifling
161219-000084 |12/18/2016 TTY Dan Dan when they have service through Frontier, 12{19/2016 |to our accounting department and provided the address. Customer was satisfied. Technical Complaints  {lssues
Customer stated they wers having issues with Customer Care discovered that the issue was with 2 complete loss of phone service.
161220-000014  |12/20/2016 Emait  |lenn Jenn their phone lines, 132012016 |Customer Care refered the customer to their service provider for more information, Extermal Complaints  [Miscelizneous
[Customer volced concems about CRS Hamilton Customer Care apclagized and forwarded customer's concerns to upper management who
Relay service and wished to be contacted by a ackiowledged recelpt, Management has attempled several times o contact the user but
161221-000029  12/21f2016 Voice  |Erica Erica specific member of upper management, 12/22/2016 jthere has been no reply. Service Complaints Miscellanequs
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Type ta |Call Reapond Date of
{aquiry D Inquiry Date {CA/QDr#  [CC Taken Byled By Description of Incld R Description of Resalut) Cntagory tSub-Category
{Customer Care apologized and stated information would be forwarded to management.
Customer made a general complaint against all Information was forwardiad to the technical department; bub without call details ng
161230-000031  {12/30/2016 575 Ban Dan S5T5 CAs. 12/30/2016 jinformation could be lomated In regards to the call the customer was referring to. 15ervice Complaints Miscellaneous
Customner Cate apologized and acquired call detail information.. Information was forwarded
~Customer stated thelr 5T5 call was handled 1 the technical department} which verified the CA had processed the call. Information was
improperly. Customer stated the CA does not forwarnded to management; which determined the CA foffowed proper protedure. The CA STS Calt Handiing
161731-000011  |12/31/2016 |9063 5T5 Tyna Tyna unrerstand them. 12/31/2016 |did not receive refresher tralning in regaids to this issue. Service Complaints Probi
Customer Care informed the customer that an offidal from the Facility would have 1o 9ot in
An nmate from a prison fadility inquired why they teuch with us in order to go over the. biffing restrictinns that may have bean placed on the
170102-000020 |1/272017 TTY Erica Erica are unable to make calls on the prison TTY. 11342017 facility's TTY fine. Customer ynderstood, Technical Complaints  |Miscellaneous
Customer Care apologized and acquired call detail Information, Information wiss forwardeq
to the techrica! department; which verified the CA had processed the call and followed
Customer stated the CA is nat very good and roper procedure. Information was forwarded to management and no refresher braining
120102-0004025  11/2/2017 Q004 73] Erica Erica cannot understang the customer, 1/352017 was necessary, Customer was satisfied. Service Complaints Miscellansous
Customer stated they were receiving a lot of Customer Care was unable to provide tips for clearing garble for the customer
170110-000056  |1/10/2017 Kive] Bran Dan Igarble during the call. 1102017 jdisconnected, Technical Complaints  |Garbling
Customer Care apologized and advised information would be forwarded to management,
Customer fited general complaint regarding the Information was ferwanded to management, which acknowledged receipt. Customer was
170116-000038  |1/16/2017 Wolee  |Tyna Tyna Relay service, 1/16/2017  |satisfied. Seryive Complaints Miscellanesus
Customer Care was able to determine the lssue was with the telephone service prowider.
Custarver Care assisted the customer with contacting the telephone service provide which
Customer was experlencng problems making ldentified 2 international call bock which was removed. Customer Care verified customer
170120-000014  {1f2072017 iZma) Tyna Tyna International call tp Maxico. 172072017 Jand made sure profile was up to date, Customer was satisfied, External Complatnts Miscellaneous
Customer Care apalogized and stated Information would be forwarded be management.
Customer stated their STS call was handled Information was forwardied to the technia! department; but without call detalls no
improperly, The CAs & Supervisors arg ngt helping Information could be located in regards to the call the customer was referting to. Customer 5T5 Call Handling
170124-000060 |1/24/2017 5TS Tyna [Tyna them, 1f2442017  |was notified. Servlce Complaints Problams
Customer stated they were receiving 2 lot of Customer Care provided several tips for clearing garble during a call. Customer
170124-000086  |1/24/2017 veo Erica Efca |garble during the call, 1/24/2017  |understood. Technical Complaints  1Garbling
Customer stated thelr STS calf was handled Custorer Care apologized and stated information would be forwarded to management.
Improgedy, Customer states the CAs are talking Information was forwarded to the technical department; but without call detaits no STS Call Handling
170125-000001  |1/25/2017 578 Mollie Motlie aver her, 1f25/2017 _ linformation could be located In regards to the call the customer was referring to. Service Complaints | Problems
(Customer stated they wene receiving a lof of Customer Care provided several tips for dearing garble during a ¢all. Customer
170128-000014  [1/28/2017 TTY Tyna Tyna fgarble during the call. 1/28/2017  Junderstood.  Fechnical Complaints  [Garbling
Customer stated they were receiving a lot of Customer Care attempted to clear garble. Customer disconnected before any further
170206-000024 | 2/6f2017 WO Tyna Tyna garble during the cafl. 262017 Istance could be provided. Technical Complaints  |Garbling
_ Customer Care gpologized and aoquired call detail information. Information was forwantded
Customer stated thelr TS call was handled {or the techiical department; which verified the Ca had processed the call. Information was
improperly, Customer stated the CA consistentty forvarded o management; which defermined the CA followed proper procedure. The CA ST5 Call Handling
170210-000066 |2/10/2017  |9379 5T5 Dan Dan has [ssies ynderstanding them. 2/13/2017  |did not recelve refresher training In regards to this issue, Service Complaints Problems
Customer Care attempted o obtain call details but customer stated the CA advised cali
Customer stated they have been unahie 1o place a would not go through. Custormer Care set up a customer profile with long distance Long DistancefBifing
170211-000009  |2/11/2017 Voo Erica Erica fong distance calt through the Refay. 2/11/2017  |provider to help resalve the issues. Customer was satisfied. Technical Complaints  |Issues
Customer stated they wers receiving a lot of Customer Care provided several tips for dearing garbie during 3 ol Customer
170214-000053 |2/ 142017 [TTY Dan Dan _|garble during the call 2{14/2017  |understood, Tedhmical Complaints  {Garbfing
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Type to |CaH Respond Date of )
ndguiny 10 tnqulry Date |CAIOpr4 |CC Taken Byjed By Description of Ingld Résolutl Description of Resoiution’ Catenary Sth-Catagory
Customer Care apologized and steted Infarmation wolild be forwardad to management.
Information was forwarded to the technlcal department; but without call delails no
Customer stated they received a call thraugh 5TS Infarmation coutd be focated 1n regards to the @il the customer was referring to.
170215-000048 | 2/45/2017 575 Tynza Tyna but no response, 22272017 [Cust was notified. External Complaints Miscellanems
:Customer Care verffied customer and reviewed profile which reflacted eomect long
distance provider, Customer was not sure of the reason why the calf did not connect and
could net provide any infarmatfon regarding the issue. Custorer Care suggested the
Customer stated unable to place call to a certain custarmer contact thelr long distance telephone service provider for assistance regarding
170221-000021  |2f21/2017 TTY Tyna Tyna tetephane numbser. 2{21/3017  |thelr account. Cust disconnected before any further assistance could be provided.  |Extemal Complaints Miscellanenus
Customer Care apoiogized and attempted to obhain call details but was unsuocessky),
_ Customer Care advised customer ta have thelr telephone admimisirator contact Refay
Customer requested [nformation on why Prapald regarding the issuz. There was no further response from the customer. Customer Care
170221-000038 [2f21/2017 TTY Mary Mary alls were not going through. 222017 idisconnected. External Complalnts Miscellansous
Customer Care apologized and advised Relay discovered a translation fssue through the
Customer Inadvertently reached Pelay when telephone service provider, Technica worked with the provided to resolve the issue.
170222-000013 |2/22/2017 Voice  [Tyna Tyna caling 511. 2242017 |Customer was satisPed. External Complaints Miscellanequs
Customer Care apologized and advised Pelay discovered a translation issve through tha
Customer inadvertently reached Retay when telephone service provider. Technical worked with the provided to reselve the fssue.
170222-000052 (22272017 Yoire Kade Kacie jealling 511, 2{22f2017  ust yras satisfied, Extarnal Complaints Miscalianeous
Customer requestad fnfarmation on why Prepaid Customer Care apologized and advised customer to have their tslephene technician
170224-000063 | 2/24/2017 [ITY Kacie Kacle calls were not going through. 2f24f2017  |contact Relay regarding the issue. Customer understood. [External Complaints Miscallanenus
Customer Care suggested that the customer tontact thelr lacal tefephone company or
regort the Incident to law enforcement. Customer Care explained that if the customer
Customer stated they have been recelving contacts lw enforcement then law enforcerment may issue a court order. At that Bme call Suspicious/Harassmen
170226-000021  {2f25{2017 Voice  [Tyna Tyna auspidous telephote calls through the Relay. 2126f2017  finformation may be released Io the Court. Customer pnderstood, 1Servine Complaints t Calt
Customer stated that ATET everchanget! tham for
a long distance call andt Inquired why a spedific Customer care refesred the customer to thelr telephone service provider for further
number they are calling is considered lang informatior. There has been na further fitiow up from the customer. Customer
170226-000042  |3/28/2017 TTY Jenn Jenn distance, 2/28{2017  |understood, External Complaints  |Misceflanenus
Customer stated they were resching an operator Customer Care referred the customer 1o their telephone service provider for Further
gengrated recording when attempting to call {assistence. Customer statied they would call badk If any further issues and was satisfiad.
170228-000079  [2/28/2017 515 Dan Dan Directory Assistance. 2{28/2017  There has been no further contact from the customer, External Complalnts Miscellaneous
Customer Care apologlzed and acquired call detal information. Information was forwarded
Customer stated the CA did not follow te the technical department which verified the CA processed the call and foliowed proper Didn't Foflow
170301-000036  |3/1/2017 1216 TFY Jenn Jenn podicyfprocedurs. 37272017 procedure, CA did not recelve refresher tralning b regands to s ssue, Service Complaints Palicy/ Procedurs
Customer Care apologized and referred the customer to their telephone setvice prowider
Representative stated they were receiving an ermot| Hfor furthar assistance. Customer stated they would call back if further assistance was
170302-000027  [3f2/2017 Voice Mary Mary message when attempting to reach Relay. 227 required. Customer was satisfied. There has been nio further contact from the customer, |External Complaints Miscellaneous
Customer made & general complaint about the Customer Care apologlzed and forwarded customer's complaint to management. Custamer
California Refay Service procassing calls too Care forwarded information to operations for possible future refresher trafning, Customer
170305-000001  |3/5/2017 Woice  |Jenn Jenn siowly, 3/5/2017 was satisfied. Service Complaints Miscellaneous
Customer Care attempted to gather call detell{s) but customer would not provide any
information regarding the [ssue thay were experiencing, Customer Care made a test il
Customer stated they are brying to call 2 specific to the number; which was successful. Costomer disconnected before any additional
170308-000060  [3/8/2017 VLG Tyna Tyna number but cannot get through. 3{B{2017 Infernation could be provided. External Complalnts Miscallaneous
Customer stated they were recefving a ot of Customer Care provided sevaral tips for dearing garble during a call. Customer
170309-000052  |3/9/2017 TTY Mary Mary garble during the call. 37942017 junderstood, Technical Complaints  |Garbling

Hamilton Refay, inc.

13




California Relay 2016 - 2017 FCC TRS Complaint Report

June 2018 - May 2017
Call ~ Jcan
Typa to |Call {Respond Date of . )
Frgguiry 10 Inquley Date |[CAOpr#  (EC Taken Byjed By Description of incldent Resolut Description of Resoluticn Cat Yy Sub-Categery
Cuostomer inquired what telephone company Customer Care refarred the customer to dial 611 1o reach their telephone service provider
170308-000086  |3/5/2017 HCO fan Dan handles thelr telephone service, 3f9/2017 for Murther assistance. Customer understood, External Complaints Miscellaneous
Customer stated they are receiving a recording:
that "Long Distance Service has not been
established™ when trying to call tirectary Customer Care referred the customer to their telephone service provider for further
170313-000041 _ |3/13/2017 STS Dan Dan Assistance. 3/13/2017  |assistance. Customer understond. Exterpal Complalnts Miscellaneous
Customer inguired a way b not be charged for Customer Care advised the customer would need to speak bo thelr telephone service
170313-000045  |3/13/2017 5TS Dan Dan calls ko Directory Assistance, 3{13/2017  |provider regarding this issue. Customer understood. External Complalnts Miscellaneous
Customer stated they are recelving the Customer Customer Care spofogized and stated nformation woild be forwarded to the technlca!
Care mefdous voicemal whenever they dial intg depariment. Information was forwarded to technical which discovered the state requested
170314-000067  |3/14/2017 TTY Erica Etica Relay. 3715/2017 |2 restriction be put in place due ko misuse of the relay. Technical Compleints  |Busy SignalfBlockage
[Customer Care apaiogized and aoquired cal! detzil Information, Information was forwarded
Custarner stated their STS caf was handled to the technica! department; which verified the CA foflowed proper procedure. CA did not STS Call Handling
170316-000023  |3/16/2017  |9063 5T Jenn Jenn impropery due to the CA not dofng a gond Job.  {3/17/2017  |recelve refresher training in regands to this issus. Servire Complaints Problems
Customer Care apofogized to the customer and stated Information would be forwarded to
Customer stated they have experienced a bng management. Customer was satlsfiod. The Relay answered 100% within 10 seconds for teng Hold
170316-000026  |3/16/2017 TS Jenn Jenn hodd time/detay when connecting to the Relay. 32002017 |the day. Technical Complaints [ TimeyDisconnect
Customer Care suggested that the customer contact thelr incal telephone company or
report the Incident to law enforcement. Customer Care explained that if the customer
Customer stated they have bheen receiving contacts law enforcement then law enforcement may issue a court arder. At that time call Susplcious/Harassmen
170315-000009  [3/19/2017 Voice  |Erica Erica suspicious telephone calis through the relay, 3f18f2017  |Information may be released to the Court. Customer understood. Serviee Complaints t Call
Customer Care apologized and acquired call detall Information, Information was forwarded
to the technical department; which verified the CA processed the call carectly and that
there was an issue with the Relay workstation. Infarmation was forwarded to
Custorner stated the CA did not respond fast imanagement and CA did not recelve mefresher training and the issue with the workstation
170330-000003  |3/30/2017  |9100 Valce Derak Derek ergugh. 442017 wag resolved pramptly, Customer was satisfied. Service Complaints Miscallangous
Customer Care apologlzed and acquired call detail information. Information was forwarded
to the technical depariment; which verlfied the OPR had processed the call, Information
was forwarded to management and CA recetved refresher tralning In regards to this issue.
170330-000104 |3730/2017 1241 Woice  |Erica Erita Cuskomer stated the CA hung up an tham, 44312017 Customer was satisfied. Service Complaints CA Hung Up on Caller
Customer stated they were advised by CAs of Customer Lare spologized and acquired call detall infarmation, Infarmation was
static on the line afthough they could not hear forwarded to the technical department; which determined) there may be static prasant on
170405000037 |4/5/2017 STS Mary Mary any. 471072017  |the line at times. Customer was ngtified and was satisfied External Complaints Miscelfanecus
Customer stated thers wers no CAS available to Customer Care apologized and acquired call detzil information. Informafion was forwarded
take gver the call from the CA who was processing to the techinical department; which verified the CA had processed the-call, The CA followad
170406-000068  |4/6/2017 9379 TS Erica Erita the call. 4f12/2017  |proper procedure and did not recelve refresher training. Customer was natified. Service Complaints Wiscelaneous
Custemer Care apologized and stated Information would be forwarded to the Yechnica!
department, Information was forwarded to the technical department; which confirmed
Customer stated unable to leave a messaga white calls from z California Prison Fadiity not allow leaving voice messages, Customer
170408-000023  |4/8/2017 TTY Kadie Kade using & Caliing Card. 4/27/2017  |understood. Technical Complaints  |Misceltaneous
Customer made a general complaint stating that ‘Customer Care apoipgized and stated information would be forwarded to management;
170410-000024  |4/10/2017  |5004 STS Mary Mary the Chs do not understand them. . 4f10/2017  |whom acknowledged s recaiot, Customer was satisfied. Servlce Complaints Miscallanecus
Customer stated they are Blocked from reaching
120411-000077  [9/11/2017 Yoice  |Kade Kade Reday and Inquired about removing the block. 4{11/2017  |Customer disconnected before any detaits could be obtained, Technfcal Complaints  [Miscellaneous
Customer Care apologized and stated information would be forwarded to managament,
Customer made a general complaint stating that Information was forwanded ko the bechnical deparitnent; but without call detalis no
170413-000010 |4/13/2017 |3351 STS Mary Mary the: irg CAs do ot understand them. 4{13/2017  |nformation could be-located In regard to the call the customer was referring to. Service Complaints Misceflanenus
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Customer Care apologlzed and acquired call detall information, Information was forwarded
Customer stated the CA 1s never able to b the technical department; which verified the CA had processed the call, Information was
undarstard them and they had [ssues with the CA forwarded to management; which determined the CA followed praper precedure. The CA
170413-000026  |4/13/2017  |3063 STS Dan Dian earlier today. 4f21{2017  |did not receivie refresher braining in regards to this issug. Servlee Complaints Miscellaneous
Customer stated they have experienced a kng Customer Care apologized to the customer and attempted o gather information. Customer Leng Held
170414-000032 j4f14/2017 518 Jenn Jenn hold time/delay when connecting to the Relay, 471412017  |disconnected. Relay snswered 97% within 10 seconds for the day. Technical Complaints  [Time/Disconnect
Customer statedd they were getting an ATAT Customer Care verifled the customes and found that there was no long distance carrer
recording when attempting to dial Directory and Directory Assistance calls were defaulting to AT&T. Customer Care updatad the profils
170417-0000099  {4/17/2017 HCO Erica Erica Assistance. 4f18/2017  |to reflect 2 new lang distance carrier which resolved the ssue. Cust was satisfied. External Complaints Miscellaneqgus
Customer stated they were recalving a lot of Customer Care provided several tips for dearing garble durlng a call, Customer
170419-000083  j4/19/2017 Vo Dan Dan |garbie during the cali. 4f19/2017  |understood. [Technimal Complaints  |Garbiing
Customer Care apalogized and acquired call detail information. Information. was
forwarded o the technical department; which verified the CA did procass the call.
Customer stated the CA did not keep them Information was forwarded to management and CA recelved refresher training In regard to CA Dld not Keep User
170422-000012 [4722/2017  |1422 VO Mary Mary informed while processing the call. 5{2f2017 this fssue. Customer was sabisfied. Service Complaints Informed
(Customer stated they were receiving a lot of {Customer Care provided several tips for clearing garble during a call. Customer
170423-Q00004  [4/22/2017 Yoo Longie  |Lenmie  (garbie during the call, 4/23f2017  Junderstood. [Technical Complaints  [Garbling
Customer Care explained the policy/procedure and thanked the qustomer for thaly
suggastion, Customer Care stated that their suggestion would he forwarded {o
Customer dislikes Relay policy/procedure where imanagement, Customer was satisfled and information was forwarded to management.
rearmectional fackities cennot make free collect calls Itanagement recelved a call from the state who i5 working with the prison facility to
170423-000008  |4/23/2017 WCO Mary Mary to certem whistetower hottines, Sf8/2017  {resolve tha issuge. iExternal Complaings  [Miscellaneous
Customer Care strggested that the customer cantact thelr local telephone company or
report the inddant to law enforcemant, Customer Care explained that if the customer
Customer stated they have been recaiving contacts law enforcement then law enforcemant may issue a court order, At that tine call SusplciousfHarassmen |
170423-000081  J9/2312017 Voice  |Mary Mary suspicious tefephone calls through the relay. 4/25/2047  |information may be released to the Court. Customer understood. Service Complaints t Cafl
Customer Care confirmad the previous complaints had teen forwarded to management
Custormer had general complaints that the and assured the customer that the CAs are speclatly trained to understand various speech
170423-000021 |4/ 24/2017 1575 Mary Mary moming CAs do not understand tham, 4f24f2017  |patterns. Customer was satisfied Service Complaints Miscetlaneous
Customer Care apologized and stated information would be forwarded to management.
Customer stated they felt the CA is very Information was forwarded to the technilea! department; but without call deteils no
170424-000064  {4/24/2017 (90563 875 Dan Dan inexperienced. 4f 2412017 |Information could be Jocated [ reqards o the il the customer was refering to. Service Complaints Miscatlanaous
Customer stated they are receiving harassing Customer Care advised the caller they would need to speak with their tel=phone service
170426-000068  14/26/2017 Yoice  |Dan Ban phone calis on Hir call phone. 4262017  |provider. Customer understood. Externat Complaints Miscellaneous
Customer Care apologlzed and stated information would be forwarded to management,
Customer made multiple complaints regarding the Management recelved fnfomration and forwanded on to add as refrasher topics to CA
FFO427-000033  |4f27/2017 515 Mary Mary Refay service. 429/2017  |treining. Customer was satisfled. Service Complaints Miscefansous
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